Abstract Being competitive in a greater global market eco-system requires the support of knowledge. Hence, the importance to support knowledge sharing and reuse as part of the services provided by knowledge management systems is important for any organizations. This research is an exploratory study and analysis on Knowledge Management System (KMS) in a shared services company. This study focused on how an IT shared services company adopts a knowledge management system by identifying the problems of KMS implementation, employees' perception towards KMS and potential improvements in order to achieve the objectives of the company and to stay competitive through knowledge sharing and reuse. Due to many unknown factors, the research undertaken and presented in this paper conduct analysis on the outcomes of the investigation. The study focuses on the knowledge management system implemented in the research subject using case study approach. Questionnaire survey was used as the data acquisition instrument to solicit employees' feedback on different aspects of the system, organization motivational and the standard operation procedures in the company. Base on their daily activities, employees' jobs were grouped into different "task group". Results have shown that KMS and its use depend on the defined "task group". Based on the analysis of the data compiled, visual presentations were generated and a number of problems and usage patterns were identified which led to a better understanding of the usage of KMS. The findings of the research are helpful to practitioners and researchers. The use of KMS by employees based on job categories in the IT Shared Services company can be used as fundamental understanding for future project.
Introduction
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Angela Lee Siew Hoong and Tong-Ming Lim,Sunway Univeristy (ange1aa l1@sun-way.edu.my, tongming1@sun-way.edu.my) knowledge has been deployed in many different commercial activities by organizations in order to stay ahead of other competitors. This is due to the fast changing economy and the rapid advancement of technology which demanded these companies to constantly evolve and to stay ahead of their competitors. To stay competitive and always ahead of others, one has to transform the organizations into knowledge centric entities where successful knowledge creation, sharing and reuse have become the key asset for many successful organizations. The technologies that facilitate knowledge creation and sharing enable employees to make faster, more accurate and in-time decision in order to solve problems in their daily job. Automation through ICT technologies has encouraged organizations to adopt and deploy new technologies to be competitive in a borderless trade ecosystem. Recently, researchers have also started to undertake research works that examine the organizational and people factors [6] in a larger scale. However, related works have shown that very little research endeavors were spent to study the effect of technology and technological features of the KM systems on knowledge sharing and reuse in organizations. It was found that many researchers have started to see the importance of investigating the relationships between technology and knowledge sharing among employees in organizations to increase their job productivity.
In this research, a shared services company was chosen to study the use of KMS and the employees" perception on knowledge sharing and reuse. An exploratory approach was adopted in this research where focus study, formal interview, and questionnaire survey with the employees of the chosen company was conducted to solicit information in the study. This exercise intends to provide some background information of the implementation of the existing knowledge management systems. By having this as part of the exercise it enable us to formulate the problem statements for the next phase of research work. Issues pertaining to the current status of implementation of KMS system will be examined as part of the study too.
In general, knowledge management systems should consist of features that enable users to perform knowledge creation, capture and sharing among employees with ease of use, ease of access, and intuitively friendly design. It was found that [1, 10] creativity is one of the most influencing factors for knowledge creation among employees and such behavior can determine the knowledge creativity by an individual. The static knowledge management approach in organizations [2] is less acceptable these days. The need to constantly updating online documentation on static websites has also led to lack of trust among users. This has reduced the usage of such knowledge.
In the next section, the theoretical background is presented. It attempts to lay a foundation on the case research. This is followed by the case organization's background of the KMS approach adopted by the research subject. Research approach and methodology will be presented. The research results, analysis of results and evaluation of the result will be presented. Some future works to be taken up will be presented in the concluding section of the paper.
Theoretical Background
Due to ever challenging needs and demands on jobs in many organizations, the working environment has become more complex. This has called for growing needs to capture and sustain knowledge in the companies. This makes knowledge management important in today"s corporate world. Knowledge workers are now being asked to think fast, react fast and response fast to a situation. They are required to produce results timely but also accurate. The expectation of today"s companies is that everyone should have information on their fingertips. According to [11] , the major forces that most organizations are interested in lies in these four key areas: Globalization of business; leaner organizations; corporate amnesia and technological advances. In view of these four key areas, most organizations are forced to move towards to be knowledge centric organizations.
A KMS provides facilities to manage knowledge and it facilitates knowledge sharing among employees in the companies. For those companies that view knowledge as an important asset, they realize that they can take advantage from the benefits of KMS if a KMS is being used effectively among employees. Components that constitute a Knowledge Management System (KMS) and highlight how Knowledge Management System (KMS) performance could be measured were described in [12] . The research works conducted by [13] had identified four categories of activities in any KM projects. These activities include creation of knowledge in repositories, improvement on knowledge accessibility, environment and knowledge assets management. Therefore, it is essential that the criteria stated in these four categories are part of the services offered by KMS.
The availability of knowledge repositories allows organizations to have storages to capture and store their knowledge, documents and information. Therefore, the proper storing of all these information facilitates ease of access by employees in the company. The second category of the activity is to improve knowledge access and transfer. This is to focus on the knowledge transfer between employees within a company. However, this is a complicated process as different people have different sets of knowledge. To find a perfect substitute to transfer knowledge is tedious. Therefore, in a company, it would be best to have a Community of Practice (CoP) where people with similar interest are group together. Another area that constitutes a KMS is the knowledge environment. An organization should enhance its knowledge environment if it wishes to nurture a knowledge creation and sharing environment for all its employees. A suitable environment provides the right ingredient so that they are more innovative and willing to share their knowledge. To ensure the use of KMS in a knowledge-sharing culture is a long term effort, employees must be receptive towards the sharing culture in a company. The last category which constitutes a KMS would be managing knowledge as an asset. Organizations should consider knowledge as an intangible asset which could be transformed into innovative ideas that could improve the company"s overall performance. As most companies are moving toward knowledge-centric organizations, proper knowledge management and use of knowledge is as important as any other organizational agendas.
However, as most organization is moving towards knowledge centric entities, many challenges and barriers were found along the implementation stage. One of the challenges most organizations face while implementing knowledge systems is the existing internal organizational culture. The definition of culture is defined as how employees involve and behave in the organizations with regards to the knowledge sharing environment. It involves getting people to share their knowledge, to be able to convert their knowledge from tacit to explicit and to be able to adapt themselves using a particular knowledge management system. However this has become a challenge to many organizations either on the implementation strategy or the technology that was used. In addition, the people factors that influence the employees on cultivating knowledge sharing in the organizations are also critical elements to observe [14] .
Even though knowledge has been increasingly recognized as an important asset for improving organizational performance, however, the capability of retaining and maintaining knowledge in organizations is becoming more crucial in large, medium and small organizations [15, 16] due to poor knowledge retaining rate. Based on many reported cases in knowledge management research, the challenges faced by knowledge management implementation are not just those related to the technological factor but the organizational capability in maintaining the employees' knowledge, support of senior management leadership, knowledge management culture, goal oriented strategies are all equally important.
Plenty of research works reviewed also found that the failure of knowledge management in most companies occurred when people and cultural issues are ignored [11, 17, 18 and 19] . One of the approaches that companies can encourage employees to participate in knowledge related activities is to introduce incentive programs [20 and 22] . Nevertheless, many employees use this opportunity to make additional allowances. And knowledge created and shared among employees are of poor quality. Some even contributed and shared irrelevant information among employees across the organization.
Strong support and leadership from the top management will ensure the success of knowledge management initiatives [23] Organizational culture can result in implementation success or failure. Implementation of knowledge management system needs proper planning and understanding towards the existing culture of an organization in order to avoid failures in the process of introducing knowledge management activities [22] . One of the reasons found on the failure of knowledge sharing among employees is poor planning by the knowledge management team. This eventually leads to frustration from the employees on the technology.
The Background Study
This research covers a full scale study on KMS. This consists of knowledge creation and sharing activities in the case company. Research instruments such as focus group and interview on the current KMS will be carried out. The case organization first adopted Knowledge Management tools to manage and retain explicit knowledge for better competitive edge in Malaysia since 2006. Lotus Notes Domino was use as the development tool for knowledge creation and sharing to contain knowledge contributed by staff members. It was found that KMS was used primarily to store and share files. Files stored were scattered on a conventional client/server system. It was also found that content organization is poor; no formally appointed administrator to monitor the content and flow of the processes.
The following is the current flow of the activities in the case organization: 1) Team rooms were created by a creator. In this case a creator can be any employees in the case study.
2) In order to share information on the KMS, creator needs to create files and invite team members 3) Team members are allowed to post, make changes and comment on the files which were posted by the creator 4) Staff member has the freedom to create any documents that they want to share 5) However changes can be made by anyone but they are not allowed to delete any documents created by the creator or the original owner Flow of the knowledge creation and sharing activities is illustrated in Figure 1 . This is the current implemented flow of processes in the case organization. Documents that were created and shared in the knowledge management system were as follow:
In the study, main activities found are documents keeping and retrieving among employees; however, this is against the initial goal. The initial goal is to encourage employees to create and share knowledge collaboratively. In 2006, the case organization has adopted a new strategy which is called POKM, simply to encourage and change the perception of the employees towards the knowledge management. Before POKM was introduced, the organization"s sharing practices were conducted within an individual"s session where documentations are stored in each individual"s workstation and there is no proper standardization in terms of document formatting. Most of the employees in the organization are not aware of the importance of knowledge management which led to misconception of the exercise when POKM was introduced to them. POKM introduces a learning dimension, an organizational development strategy that the organization has adopted. In the case organization, the definition of is POKM = (P+K+T) where P=People, K=Knowledge, T=Technology, and S=Sharing. The POKM has 8 key focuses which emphasize on K-Development, K-Creation, K-Preservation, K-Measurement, K-Acquisition, K-Application, K-Sharing and K-Identification. Further details can be obtained from [30] .
The selected case study adopted the above knowledge framework and developed it into a new POKM management system. However, the selected case study only adopted three (3) out of seven (7) features. K-Sharing, K-Preservation and K-Application were the three main features being selected. The POKM tool has about 70 Team rooms in the knowledge repositories. Each one is designed to handle a specific area of knowledge that relates to IT services. Each of these consists of employees from the company who are interested to contribute and share knowledge in that domain area. To name a few of the Team rooms were IT Tips, JDE access right requisition app, planned maintenance schedule, R& D team room, security operations and etc.
A knowledge coordinator was appointed to ensure format and manage quality of the knowledge contributed by the employees. The domain specialists will comment and read on all posts. At present, no knowledge champion is appointed in the case study. However at this point, the departments" head needs to champion the knowledge creation activity which includes motivating and promoting the knowledge creation and sharing activities among employees.
In the following section, the research approach adopted in the study is presented.
Methodology
This section presents activities that were designed as part of the research works to solicit data as input to understand and answer questions of interest. An exploratory research approach was adopted in the research. Focus group and interview sessions were conducted to investigate and understand issues and problems that arise from the case study on the usage and perception of the current KMS. Firstly, company documents were examined and studied. This was followed by a series of interview sessions. These interviews were conducted to further understand the background information and comments of the interviewees based on a set of questions given to them one week before the actual interview. These interviewees are chosen from all the departments and an informal interview was conducted with the top management of the organization to obtain preliminary and fundamental information as well as data pertaining to the corporate objectives, historical background and future corporate direction of the need to successfully create and share knowledge as a competitive measure in today"s business horizon.
To seek better understanding, formal interview sessions were conducted to the employees to unveil the factors and reasons of the unsuccessful POKM implementation. In the interview, a total of nine (9) departments was chosen with at least three (3) staff were chosen from each department where one (1) from different level or position with different seniority to take part in the interview activity which last about an hour for each. Each department has at least three (3) candidates. These candidates consist of junior, mid rank and senior staff member in the department (Table 1) . The design of the interview questions was grouped into 4 sections: Introduction, People, Technology and Organization. The Introduction section intends to solicit the background data of the employees. This includes job description and day-to-day activities that are related to KMS. People section gathers the types of motivational schemes initiated by the top management. This aims at in-depth understanding of the issues and problems at the initial stage of the reward schemes implementation. This is to find out a more effective reward scheme in the future system. For Technology section, "system usability", "friendliness" and "technological features" are questions in order to get a better understanding of the technological features and how they fit into job activities. The Organizational section intends to understand factors that contribute to the motivation and cultivation of continuous usage of KMS in the organizations. The interview questions were tabulated in below table: Finally, a questionnaire survey was conducted. The design of the questionnaires was based on the data solicited from the initial document and interview outcomes. The survey is prepared and pilot tested with a small group of selected employees to ensure questions on the survey form are clear, ease to understand and concise before the actual data collection activity. In this paper, the focus is on the outcomes of the questionnaire survey result after data cleaning, data consolidation, and analysis work. The design of the questionnaire survey has been well examined and understood based on several successful instruments as described in works [23, 24, 25, 26 and 12] . The questionnaires are divided into four parts with a total of 102 questions. The first part is simple dichotomy questions. These questions asked about employees" perception and the usage of the system. The next part of the question asks the employees to rate themselves using Likert scale values of one to five. The next set of questions examines different aspects of the KMS such as the KMS quality, KMS content quality, KMS interface and so on. This provides a better understanding of the employees" perception towards the existing KMS system.
To promote knowledge reuse among employees, many strategies have been implemented to motivate the employees to use the said system. Extrinsic and intrinsic rewarding schemes were one of the strategies implemented by the company to encourage employees to contribute, share and reuse knowledge. Based on many literature works reviewed, it was found that many researchers have investigated the people factors on the effectiveness of contributing knowledge creation and sharing to the organization [3, 4, and 5] . Meanwhile strategies from the organization motivational aspect, the management had to set knowledge creation and sharing as part of their job description which was made as their standard KPI. The KPI will be measured in their annual remuneration assessment. This will reward employees for their contribution. By doing so it has raised the percentage of employees on using the KMS tool. This was not one of the best strategies because employees do it to achieve KPI. For example, the employees tend to abuse certain topics or content which they have found on the Internet and post it on the KMS, irrelevant post and redundant documents in the system just to fulfill these KPI's. Fulfilling the requirement of annual remuneration scheme has not helped the ultimate goals of the company: knowledge creation and sharing for higher productivity and better quality of service. In addition, momentum of practicing KM is getting lower without the encouragement and motivation from the management. Problems like difficulty in knowledge searching have also raised due to the volume of the knowledge base is getting larger to handle by the current technology, slow KMS performance, and lack of effort continuity. Hence knowledge creation is not very successful. 
Empirical Analysis
The interview findings have identified a set of "task group" base on the characteristics of tasks. These four (4) groups are creative, detail, mechanical and routine tasks. Creative task includes software development; detailed task includes user documentation; mechanical task includes pre-sales and after-sales services meanwhile routine task includes day-to-day operations and administrative works. The formation of "task group" was based on consultations with managers from the case study on the employees" nature of job.
Staffs were grouped into three (3) categories based on their seniority in the company. Their jobs are categorized into different "task group" according to their job"s nature. It was found that KMS features and KMS staff in different seniority are related. The "job category" can also be deduced to "task group" and characteristics of each "task group". This helps to determine the set of functions that will be used by the user. Fig. 2 A construct framework that describes the relationships of "job category", "task group" and usage of KMS From the interview questions we are able to divide the employees" job categories. These categories are programmer, administrator, manager, salesman and marketer, IT specialist, network specialist. The benefits of having these categories are to provide a better understanding of their jobs. Hence we are able to group the employees into "task group". Table  4 tabulates the job categories from their job descriptions from findings of the research.
In the study, the question on the usage of the KM software features in their day-to-day activities was also closely examined. Four (4) respondents out of Twenty Three (23) answered that they used the "Search by Keyword" feature and another Four (4) respondents answered that they used the "Search by Category" feature. Three (3) respondents answered that they treated the knowledge management systems as a knowledge repository most of the time. They just used it to deposit documents and retrieve documents whenever they are needed. The following is an extract of the reply from one of respondent. 
LYY : "I would refer the KMS as a repository of storage storing or knowledge bank for example whenever i need any materials i don't have to wait for my colleagues to get it sent to me instead i can easily download the materials from the system and with this it has definitely speed up my delivery and improves my work productivity".
Six (6) out of Twenty Three (23) respondents liked the "Notification" feature simply because it alerted the recipients by giving an email notification of some new posts in the system. Majority of the respondents commented that the KMS helped them on improving their productivity of their job. A few examples that show how KMS has helped them to improve their jobs are as follow: reference to a new technology, reference to latest tips, reduce 30% customer call-in, well informed decision, work more efficient, cut down meeting time, cut down new staff briefing this is because the staff are able to obtain a lot of latest documentation and SOP from the system, and archive which has helped employees to provide fast service delivery because of ease of search for documents from the archive.
When it comes to the question of whether the incentive scheme introduced to the employees is a motivator to create and share knowledge, eight (8) Meanwhile the findings from the questionnaire survey were thoroughly analyzed. The responses from the employees were collected and analyzed to discover findings on the employees' perception of the KMS, willingness to share knowledge perception of microblogging and other questions in different areas. Based on the questionnaire survey that was conducted, the survey had collected responses from 37 out of the 57 employees in the company. The response rate is 65%. Although it was quite time consuming in the process of collecting responses from the participants due to their busy work schedule and commitment. Figure 1 depicts the employees" understanding and perception towards the existing KMS in the company. The chart shows the types of KMS users in the company. From the respondents, 37 out of 57 responded to the survey and 32 of them actually use the KMS. Five respondents do not utilize the KMS at all. It was clear that some employees" job don"t require them to use KMS at all. Majorities of 54% of the respondents are moderate users, 24% are light users and 8% are heavy users. It was hard to understand that IT Shared Services companies where most of the employees are knowledge workers but the biggest bulk of them are "moderate" knowledge users. And heavy knowledge user is only 8%. Based on the chart, it can be seen that most employees do make use of the KMS to a certain level of extent.
Fig. 3 Types of KMS users
The KMS quality is another area that provides insight on how employees perceive the system. In terms of KMS quality, a number of questions were asked and analyzed. The outcomes of these questions are shown in Figure 2 . As the chart shows, most of the respondents chose "Agree" to all the quality related questions. The numbers of positive responses are more than the negative responses. Therefore, it can be deemed that the quality of the KMS is quite good. However, the negative responses from some of the respondents that chose "disagree" or "strongly disagree" on the quality of the KMS should not be neglected and needs to be improved. KMS quality can be a rather serious factor that affect adoption and trust toward the use and confident to the system. Careful and detail study may be helpful in this aspect. It was found that most of these respondents agree that the KMS content is useful to them. They agree that the KMS is important and helpful to their works; the system is accessible anytime as well as the recommended solutions in the KMS is useful. In term of search feature, the responses on this question confirm that this is still lacking. A total of 11 respondents chose "agree" but the number of responses that chose "disagree" and "strongly disagree" are much higher. It is clear that the KMS"s search function still needs improvements In terms of the KMS interface, responses of these two questions were analyzed. Firstly, it is clear that 14 respondents agree that the KMS interface is pleasant. Only a small number of respondents disagrees and strongly disagrees on the user-friendliness of the system interface. This shows that the system is quite user-friendly. The responses of the question on the functions and capabilities from the respondents are examined and analyzed. Responses from the respondents are as follow: 10 respondents chose "agree", 8 respondents chose "disagree" and 2 respondents chose "strongly disagree" that the system have all the functions and capabilities that they expected it to have. This shows that there are still rooms for improvement on the KMS. These improvements will satisfy the users" needs. Hence, interface is a potential research area that researcher can work on. Figure 7 shows that the KMS functions are generally acceptable by the respondents in terms of the KMS functions for knowledge networking, sharing and reuse. The three questions in this area received positive feedback as most of the respondents rated "agree". Also the analysis shows that the respondents have not fully utilized all the KMS functions yet. This is indicated by the large number of respondents who chose "blank" or not to response confirmed with post-analysis interview. Therefore, it is an important concern to research on. In term of user satisfaction, Figure 8 shows the satisfactory level of KMS users in terms of the KMS efficiency, effectiveness, ease of access, ease of download and knowledge reuse. The bar chart shows that majority are satisfied with the ease of access, ease of download and knowledge reuse whereas for the KMS efficiency and effectiveness, the majority of the respondents tend to remain neutral or "blank". This message shows that the efficiency and effectiveness of the KMS may need some detail study. Choosing "blank" or ignore this question could have multiple messages hidden in the responses of the users. Responses of the three questions were analyzed. The first question attempted to find out how KMS has helped the users in acquiring new knowledge and innovative ideas. The second question asked about how KMS has helped the users to manage knowledge and the last question examined how KMS has helped the users to accomplish task more efficiently. Based on the respondents" answers, majority of the respondents agree that KMS has helped them with 17 respondents agreeing to the first question, 19 respondents agreeing to the second question and 15 respondents agreeing to the third question. Is there any tacit conversational knowledge of individual in the company being externalized and transformed? These are very important research questions need to be answered.
Responses on the usage of the KMS are depicted in Figure 10 . The questions on how the users actually use KMS to make decisions, record knowledge, communicate knowledge and information with colleagues, share general knowledge or sharing specific knowledge were asked. The chart shows that a very high majority of the participants chose "agree" to all of the questions except for the question on the use of KMS to make decisions. Therefore, most users use the KMS to record and maintain their knowledge, communicate knowledge and information with colleagues, sharing general and specific knowledge. The numbers of respondents who remain neutral or "blank" are mostly respondents who don"t involve in decision making activities in their jobs. Another question in the survey was on the future improvement of the KMS which requires the respondents to comment and provide data on the kind of improvements that can be introduced to the KMS. Base on these responses, future improvements and potential new system may be introduced to the current system and the company respectively. Figure 9 shows that 22 respondents "agree" that having more people actively involved to contribute knowledge on the KMS would be more fun. The second most agreeable improvement would be on the KMS interface. The KMS interface should be improved to attract more users to participant actively. The next most agreeable improvement is on the current KMS functionalities. Most respondents agree that the system should provide more and better functions. In the survey, respondents also provided some comment on poor organization of the information in the system, search feature, the need to spend more time to learn KMS, and poor practice of deposit articles to fulfill their KPI has resulted in the poor content quality that deviate from knowledge sharing objective. These four issues that were raised by the respondents should be taken into consideration to improve on KMS. 
Evaluation and Discussions
The exploratory outcomes from the previous section have revealed many unknown factors and variables that have never been found before. The interview questions are tabulated as below: The table above shows the interview section being segregated into area of findings to obtain the result number of respondent responding to certain questions based on their staff seniority. The researchers had picked the organization sections to study on the incentive scheme provided to the staff. From the results, it is clearly shown that incentive scheme only works for junior and in between staff working in the organization. However most of the senior staff couldn't be bothered with any incentives simply because they see the potential and importance of this KMS in the organization.
SS : I personally prefer to gain more knowledge through using KM system than any rewarding token." said SS who had been working in the organization for 8 years.
One of the senior staff even thinks that by rewarding him on using the KM system through promotion or monetary is not important to him as using the KM system has become part and parcel of his life.
AH :" There is no need to reward me because using the KM system has become part and parcel of my life". said AH who had been working in the organization for 10 years A total of 10 respondents would prefer to have some kind of monetary schemes as a motivator for them to contribute on the KMS tool. Three (3) respondents from the junior rank would prefer to have incentive scheme based on gift compare to senior staff in the organization.
For the interview findings, we can conclude that the longer service that the staff could have in the organization shows a great value of understanding on the needs and the importance of KMS tool. They are experience enough in the organization to know the degree of importance of having knowledge sharing and reuse in the company to help them ease their daily activities task whereas for the junior and middle level staff would prefer monetary reward.
As for the questionnaire survey findings, the outcome shows that the system usage is still poor. The system is only used as a referencing system on policy, transactional document, procedures and other "new" articles. The entire KMS implementation only fulfills the knowledge "Internalization" of the knowledge conversion cycle where explicit knowledge is converted to tacit knowledge for individual consumption as described [17, 27, 28 and 29] . The information within the system is now very messy too. Searching for specific information is not easy as employees merely deposit information to fulfill their monthly quota. And the lack of motivation and commitment to use the system had caused the system"s content quality to drop drastically over years.
In order to understand the current KMS performance well, the Categorization Matrix of Performance Indicators proposed by [12] is used. The measurement from the matrix is done by either the log in the database or by conducting surveys. However, in this research, only the survey instrument was used therefore the indicators which require log in database as the source is not used whereas for the survey measurement, the results were gathered from the findings in the form of graphs and chart of the preliminary questionnaire survey. Therefore, questions which were used in the analysis are measured based on the performance indicators. The categorization matrix is separated into three major focus areas: process, human and Information Technology (IT), where each area has its own domains and performance indicators. Firstly, in the process focus area, one of the domains is on the quality of knowledge. The performance indicators are able to illustrate the perception of the employees on the knowledge in the KMS system and what types of knowledge are considered to be useful and reusable. This can be seen in the KMS content quality bar chart where a very high number of users agree that the knowledge or information provided by KMS is important and helpful to their work and most of them also agree that the solutions in KMS are useful. From the extrinsic reward and intrinsic reward bar chart, it shows that intrinsic rewards are what the respondents preferred which shows that they value self improvement more than motivation in the form of monetary rewards. The next focus in the categorization matrix is on the human focus area. One of the domains of this focus area is on the knowledge sharing attitude where the performance indicator is on the extent of what the employees feel when reusing the solutions in the KMS, when sharing their knowledge in order to help others and when they save time performing their work activities using the knowledge in the KMS. This can be seen in the KMS user satisfaction bar chart. The respondents of the survey show that most of them agree that the knowledge in the KMS is reusable. In another domain of the human focus area would be on the knowledge sharing activities. In the analysis on the KMS system use, it shows that most employees use the KMS to record knowledge, communicate knowledge and information with colleagues, share general knowledge and sharing specific knowledge. However, in terms of decision making, not much respondents have use the KMS for this purpose. The last focus area of the categorization matrix would be the Information Technology (IT) area. The domain would be active involvement where its performance indicators are number of users and the types of users. This can be seen in two pie charts. One of pie chart shows that out of 37 respondents 32 are of them actually make use of the KMS which is very good and most of them are moderate users. Based on the KMS interface bar chart, 14 out of the 37 respondents thinks that the interface in pleasant whereas 13 remain neutral. This shows that the interface of the KMS still needs to be improved as not much of the respondents believe it to be very good.
Conclusions
In conclusion, based on the analysis and findings from the survey, the result shows that the current KMS overall performance is are good in terms of these three areas of the categorization matrix, process, human and Information Technology (IT). The KMS still fulfill most of the criteria. However, based on the staff perception towards the KMS, improvement still needs to be made especially on the search function to allow better search capabilities and also on the system interface. In addition, the quality of information shared also needs to be improved so that it could help out co-workers. Motivation from upper management and commitment of employees is needed to ensure information and knowledge shared is useful. In the future, we would like to look into another research at another organization that fall in the same business domain. This will give the researchers and practitioners a more precise analysis on the relationship between these links that we have discussed in the paper.
